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Samuel A. Culbert, Professor at

UCLA Andersson School of Management

35 years of studys about this subject
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TRENDS AND FOCUS - EXAMPLES

Recognized issues (example)

An internal study found that managers were spending an average of seven hours per employee conducting a 
performance report, but not much of this time was spent in one-on-one conversations with workers. 

- Bersin.com

“Every current and former Microsoft employee I interviewed—every one—cited stack ranking as the 

most destructive process inside of Microsoft, something that drove out untold numbers of employees”
- Forbes 2012
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TRENDS AND FOCUS - EXAMPLES

“… now requires managers and employees to have ongoing conversations about performance as well 

as an annual review to determine whether employees have met their objectives. But the pay 

question—which went hand in hand with the ranking—is handled separately”

- Shelly Carlin, HR chief, Motorola

”… Adobe now uses “The Check-In,” which is an informal way of offering real-time feedback. 

Managers can decide when and how and in what format they set goals and offer feedback and 

employees are evaluated on what they achieve against their goals”

- Adobe.com

”… institute a performance management program based on informal ongoing feedback — positive 

and corrective — to enable employees to continuously improve, rather than focus on ratings.”

- Expedia.com

Proposed solutions (example)
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Moving from Performance Management

and KPI:s

To

Performance Behavioural Management

and KBI:s

And getting some crazy results!
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About the case

• Highly developed operations in 

customer service

• A total of 280 employees in 

about 25 locations

• Highly exposed to competition, 

internal and external

• 3.2 million incoming calls / 

customer meetings per year

This case

• 4 groups of 35 co-workers & 4 

team managers in two different 

regions/locations

• Average performance
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Number of
products sold

(#)

number of
customer meetings

(#)

Sales
(SEK)

Average price
(SEK)

Closure rate
(%)

Quantity Quality

Actions Actions

KPI

Right actions 

for maximum 

results (80/20)

Result

Strategic focus in the 

business plan to increase 

sales by developing full-

service customers

Improvement

focus
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Potential analysis – Potential for improvement

Halfen the gap between the top 20% and the rest

The best 20 % 

25,5 %

The rest  80 % 

15,5 %

Potential 20,5 %

Potential: 

37 % increase in sales!

Closure rate (%)

All Customer Service employees #
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Sales/hour

Potential: 
37 % increase in sales!

Result:
72 % increase in 

sales
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KEYS TO SUCCES - EXAMPLES

• Go from annual follow-ups to frequent reconciliations

• Extract best practice from within the organization (copyable, trainable, 

measurable)

• Implement a structure for daily training and to prevent procrastination

• Focus on behavior in the daily work with the KBI's, keep an eye on KPIs

• Implement feedback on behavior

• You set the long-term goals whilst allowing each and everyone to set 

there short-term goals

• Use system support to visualize progress in individual score cards

• ….

Train managers in

• Coaching

• Feedback

• Empowering Approach (Accept – Potential - Responibility/Accountability)

• The difference between intrinsic and extrinsic motivation

• The power of deliberate training

• Mindset - growth or fixed

• What drives human behavior
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ABC MODEL FOR HUMAN BEHAVIOUR

Behaviour

Results

Activator Consequence

A B C

20% 80%

Example

• Training

• Instruction

• Company values

• …

Example

• I did X and got appreciation, 

ignored, questioned etc. 

• I see clear results and 

progress; I did X and got 

positive results
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LEADERSHIP DEVELOPMENT CASE, LRFK - SWEDENS LARGEST ACCOUNTING FIRM
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”The big difference

between a good

and a bad leader is 

what they do”



THANK YOU FOR YOUR

ATTENTION!

Anders Olofsson

Growth Consulting Group

Contact: 

E-mail: anders.olofsson@growthconsultinggroup.se

Phone: +46 (0)761 86 83 13

Linkedin: https://se.linkedin.com/in/olofssonanders
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